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Attachment 19: Requirements Verification and 
Traceability Matrix  

In this section, Dell has included Attachment 19, “Requirements Verification and Traceability Matrix.”



Response 
Code Description

Yes Proposed solution meets the requirement
No Proposed solution does not meet the requirement

Response 
Code 

(Yes/No)

Proposal 
Section/Para Proposal Page # Comments

2.1          

Level 1 IT 
Service 
Desk 
Support

The primary function of the Level 1 IT Service Desk is to serve as the entry
point, or Single Point of Contact (SPOC), for Incidents, service requests
and technical problems experienced by NYS ITS End Users.
Key Service Elements will include: 
General
1.      Contractor will, and will cause any Subcontractors to, perform all 
Services in compliance with the then-current version of the Information 
Technology Infrastructure Library (“ITIL”).  Y 3.1.4, 3.4 15, 39
2.      Contractor will ensure that it is assessed as compliant with ITIL as of 
the Contract Start Date and will maintain such level of compliance 
throughout the Term.  Y 3.1.4 15
3.      Upon ITS request, Contractor will provide ITS with evidence of 
compliance with such ITIL Standards. Y 3.1.4 15

No explanation on this but Dell will provide evidence as and when 
requested

4.     Single Point of Contact (SPOC) for service desk support calls for IT-
related Issues Y 3.1.1 14
5.     Access via a no-fee telephone access (1-800 or an internal 518 
number if calls originate from an on premise State telephone system). The 
Contractor must provide a SPOC call-in access telephone number 
dedicated to this contract for all service desk Services described in this 
RFP for all the ITS customer sites. Y 3.1.6.1 16
6.     Service desk coverage provided 24x7x365 days per year Y 3.1.1 14
7.     Record callers' information into the Service Management System, 
document the details of the Incident and Service Requests (i.e.; need a new
phone, move from desk A to B, new employee onboarding etc.,) in ticket 
accurately, document he diagnos ic steps performed when troubleshooting 
the Issue, and assist the user wi h resolution using existing procedures and 
documentation. Y 3.1.4 15/16
8.     For all Incidents resolved by the Contractor, Contractor must document 
the resolution steps and close the incident (via ServiceNow) in less than 10 
minutes following Incident Resolution, for Level 1 and Level 2 Break-Fix 
incidents. Y 3.1.4 15/16
9.     The Contractor must record and redirect out-of-scope Incidents and 
Service Requests to ITS support group. See Table 2 – End User Support 
Responsibility Matrix. Y 3.1.4 15/16
Phone System

Bidder's Response 

Attachment 19 - Requirements Verification and Traceability Matrix
Bidder is instructed to complete Attachment 19 to verify its ability to meet the business requirements, and identify what section and page of its proposal (completed Attachment 18) addresses each 
requirement.  Enter a response code from the list below : 

The Bidder must reference the location in the Engagement Approach narrative that describes how it satisfies the requirement.

If the Bidder’s entry to the "Response Code” column requires explanation or clarification, the explanatory text must be provided in the “Comments” column.  

RFP 
Section Requirement 
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Response 
Code 

(Yes/No)

Proposal 
Section/Para Proposal Page # Comments

Bidder's Response 
RFP 

Section Requirement 

10.  The Contractor must select and implement voice communica ions (e.g. 
IVR, ACD) software and hardware needed to collect the necessary 
information in order to document the Service Requests and Incidents 
received by the service desk. Y 3.1.6 17,18
11.  Automatic call-back system Y 3.1.6 17,18
Incident
12.  Assign severity levels to Incident based on the definitions provided by 
ITS.  Examples of severity levels of Incidents are shown in Table 1.  ITS 
reserves the right to mandate the severity level assigned to any given 
Incident. Y

3.1.1,3.1.2, 
3.1.4 14-16

13.  Provide initial incident determination and Level 1 support incident 
resolution for End User devices including desktop, laptop, mobile, phones 
and video conferencing devices, business applications identified by ITS, 
third-party applications (COTS products such as Microsoft Office Suite, 
Cisco collaboration tools, Adobe etc.,) and provide basic support for 
network connectivity including wireless where available as directed by ITS 
knowledge articles. See Appendix L for details about historical incidents.

Y
3.1.1,3.1.2, 
3.1.4 14-16

14.  The Contractor must resolve Incidents using remote-control capability 
for troubleshooting and incident resolution purposes, when possible, 
implement corrective actions to resolve Incidents including implement 
patches for known errors.  If Resolution is not possible, escalate per the 
escalation procedures. Y

3.1.1,3.1.2, 
3.1.4 14-16

15.  Route incidents that are not First Contact Resolvable to the 
Contractor’s End User Break-Fix support staff or NYS ITS staff, depending 
on the nature of the Incident or Service Request.  See Appendix S.  Y

3.1.1,3.1.2, 
3.1.4 14-16

16.  Prior to handing off out-of-scope Incidents and Service Requests to the 
ITS support group, the Contractor must verify workstation connectivity to 
applica ion or service. Y

3.1.1,3.1.2, 
3.1.4 14-16

17.  Record any updates or modifications on Incidents and Service 
Requests un il it is closed. Y

3.1.1,3.1.2, 
3.1.4 14-16

VIP
18.  The Contractor must provide a VIP support process.   All interactions 
with Employees designated as VIPs in ServiceNow shall be directed to 
senior call handlers and reviewed by ITS Service Desk Management. Y 3.1.5 16
Alert Monitoring
19.  On a 24x7x365 basis monitor pre-defined dashboards, provided via 6 
individual monitoring systems for the purpose of initiating incidents to NYS 
resolver groups for proactive systems management. The monitoring 
systems will capture critical health indicators of NYS IT Infrastructure 
components including network, servers, storage, and telecommunication. Y 3.1.8 18
20.  Appendix R is a sample guide of one of ITS’ monitoring procedures 
currently in use. Y 3.1.8 18
21.  The Contractor will access NY State owned monitoring systems using 
virtual desktop connections and tools provided by NYS. Y 3.1.8 18
22.  The current alert monitoring tools include: Prime, OpenNMS, Zenoss, 
email, IBM Tivoli Omnibus Console and Microsoft SCOM console.  The list 
of monitoring tools are subject to modification during the entire length of the 
Contract. Y 3.1.8 18
23.  The Contractor must ensure the quality of alert incident reporting by 
minimizing instances of incorrect Alerts (for example, alert incidents 
assigned to the wrong Assignment Group and/or on the wrong 
categorization, and scheduled outages).   Y 3.1.8 18
Knowledge Base
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Response 
Code 

(Yes/No)

Proposal 
Section/Para Proposal Page # Comments

Bidder's Response 
RFP 

Section Requirement 

24.  Collaborate with NYS ITS to promote and enrich the Knowledge Base 
and the procedures required to manage the service desk Y 3.1.4 15
Password Reset
25.  Password Resets for End Users Y 3.1.1 14
26.   NY.GOV.ID Password Resets for citizens Y 3.1.1 14
Mobile Device Support 
27.  Level 1 support for both iPhone and Android devices Y 3.1.1 15
28.  Mobile devices will be supported in the following manner:
     A. Mobile device connection to the Mobile Device Management software 
and the NYS Appstore
     B. Connectivity to email and other collaboration tools from mobile 
devices
     C. How To documentation / knowledgebase articles for native email, 
calendar, O365, Cisco collabora ion suite, virtual desktop and other 
applica ions 
     D. Remote device password reset and device disablement for lost / 
stolen devices

Y 3.1.1 15
Quality Control
29.     Customer Satisfac ion Survey/Report - Currently, ITS conducts 
periodic Customer Satisfaction surveys to find out how customers rate 
Services and support provided; ascertain factors that contribute to 
Customer Satisfaction or dissatisfaction; and to give customers a voice to 
influence IT Services priorities and potential initiatives.  ITS and the 
Contractor will review survey results and the Contractor must identify 
process improvements based on survey results. Y 3.1.9, 3.9.11 21, 62
30.  The Contractor must provide ITS staff the ability to remotely monitor 
Contractor Service Desk agent calls (sometimes referred to as “service 
observe”) for quality assurance audit purposes. Y 3.1.9, 3.9.11 21, 62

Dell will work with NYS to enable this feature. However dell reporting 
will provide all insights but if there is any more requirement then that 
will be discussed during transition

Service Level Metrics
31.  The Contractor must track/manage/report service levels against the 
SLR attainment metrics. Y 3.1.10 22,23
32.  The Contractor should provide suggestion on how levels of service can 
be improved. Y 3.1.10 22,23
Translation Services
33.  In compliance with Executive Order 26 and State policy to provide 
language access to public services and programs, the Contractor will 
provide translation services for the top 6 non-English speakers languages. 
During the past year ITS provided translation services for Chinese, Creole, 
Italian, Korean, Russian and Spanish languages for a total of 37 calls / 385 
minutes. Y 3.1.1 14
Key Administrative Requirements
General

34.  The Contractor must provide and maintain recommended Service Desk 
Operations and Administration procedures for review and approval by ITS. Y 3.1.12 15
35.  The Contractor must provide and maintain Service Desk Remote 
Device and Software Management procedures in the Standards and 
Procedures Manual for review and approval by ITS. Y 3.1.12 15
36.  The Contractor must record, categorize, prioritize and log all Issues in 
ServiceNow. Y 3.1.12 15
37.  The Contractor must answer calls using the ITS approved scripts. Y 3.1.12 15
38.  The Contractor must host this service at the Contractor’s location within 
the continental US. Y 3.1.12 15
39.  All contract Milestone Deliverables must be submitted and accepted on 
the Deliverable Acceptance Form (Attachment W). Y 3.1.12 15
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Response 
Code 

(Yes/No)

Proposal 
Section/Para Proposal Page # Comments

Bidder's Response 
RFP 

Section Requirement 

Staff Skills
40.  The Contractor must also provide Service Desk Management.    Y 3.1.1, 4.1 14,69-73
41.  The Contractor must answer service desk calls/email messages/chat 
professionally and courteously in a timely manner, consistent with SLR 
attainment metrics. Y 3.1.1 14
42.  The Contractor must establish training programs to orient Contractor 
staff on ITS mission, vision and values. Y 3.1.1, 4.1 14,69-73
43.  The Contractor must provide appropriately skilled staff to meet he 
service level requirements specified in this RFP. Y 3.1.1, 4.1 14,69-73
44.  The Contractor must provide expert assistance for inquiries about the 
features, functions, and usage of hardware and software. Y 3.1.1, 4.1 14,69-73
Tools
45.  The Contractor will use ServiceNow to document users’ Issues; monitor 
work queues; open, update and close tickets. The Contractor Service Desk 
staff will use ServiceNow licenses provided by ITS,  Y 3.1.4 16
46.  Before award of the contract ITS will enable remote support to all End 
Users’ devices across the Enterprise using standard tools like SCCM, VDI, 
and RDP.   Additionally, service desks also use other tools for enterprise 
management of endpoint devices, including SCCM for desktops, and MDM 
for mobile devices. Y 3.1.1 15 Dell will use NYS provided tools for MDM, SCCM
Communication
47.  Communicate with users any ITS-scheduled downtimes, existing 
problems, or other types of Issues where users should be notified using 
ServiceNow, or the Contractor’s IVR. The Contractor is also responsible for 
updating the IVR with information about any major outage, as directed by 
ITS. Y 3.1.6.3 18
Escalation Protocol
48.  The Contractor must establish a detailed protocol for iden ifying 
concerns related to the delivery of Services.  This protocol should include 
designated contacts, resolution intervals, and levels of management to be 
utilized to correct and resolve such matters. Y 3.1.1 15
49.  The Contractor must maintain and provide escalation contact list(s) for 
all of the Contractor Service Areas (including Third Parties such as vendors 
and service providers). Y 3.1.1 15
Key Performance & Service Improvement Requirements
50.  The Contractor must maintain a continuous improvement program that 
improves services. Y 3.1.9 21-22
51.  The Contractor must identify solutions that minimize the need to call he 
service desk (e.g., additional End User training, Self-Help Support 
opportunities). Y 3.1.9 21-22
52.  The Contractor must document solutions to Resolved Incidents and 
provide feedback for continuous improvement of the knowledge articles. Y 3.1.9 21-22
2.1.1               Applications and Supported Services
53. Contractor will log, diagnose, resolve, and refer Issues to appropriate 
ITS resolver groups when required. In cases where the call is not First 
Contact Resolvable, Secondsecond, and Third third Tier level ITS Support 
specialists will address and resolve the Incident. Y 3.1.1 15
54.  Contractor shall be required to provide Level 1 support to all 
applica ions, software and processes utilized by End Users and citizens. 
Support includes all upgrades, enhancements, new versions and 
replacement applications for each of the ITS supported applica ions. Y 3.1.1 15
2.2          Level 2 End User Break-Fix Support
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Response 
Code 

(Yes/No)

Proposal 
Section/Para Proposal Page # Comments

Bidder's Response 
RFP 

Section Requirement 

The primary function of Level 2 End User Break-Fix Support is to provide on
site Break-Fix support for End User equipment.  The Contractor will 
respond to an Incident request and dispatch technicians to repair or replace 
the defective equipment according to ITS approved procedures and 
guidelines.  

Y 3.2 27-33

 Key Service Elements include, but are not limited to, the following:
General
1.     Meet the Service Site requirements for Break-Fix support as detailed in 
Section 2.2.1 Y 3.2.3, 3.2.3.1 29-33, 30
2.     Support printers in a network environment, including Plotters, MFD and 
MFP equipment.. Y 3.2.3, 3.2.3.1 29-33, 30
3.     Level 1 support of Specialty Applications and associated hardware 
used by End Users.  Y 3.2.3, 3.2.3.1 29-33, 30
Activity
4.     Assist End Users with technical support of desktop computers, 
applica ions, peripherals, and related technology. Y 3.2.3, 3.2.3.1 29-33, 30

5.     Document the details of the End User Issue accurately, document the 
diagnostic steps performed when troubleshooting any Incident, and assist 
the user with resolution using existing procedures and documentation. Y 3.2.3, 3.2.3.1 29-33, 30
6.     Use ServiceNow to document users’ Issues; monitor work queues; and 
open, update, and close tickets. Y 3.2.3, 3.2.3.1 29-33, 30
7.     Verify he End User is logged in using their Active Directory (AD) 
credential and their device images are appropriately installed using the 
imaging software via Microsoft SCCM. Y 3.2.3, 3.2.3.1 29-33, 30
8.     Verify worksta ion connectivity to application and obtain End User 
acceptance and sign off that confirms the custody of the new equipment 
and that the user is fully operational. Y 3.2.3, 3.2.3.1 29-33, 30
Asset Management
9.     Maintain an End User equipment inventory in the Asset Tracking 
System that is part of ServiceNow. Y 3.2.3, 3.2.3.1 29-33, 30
10.  Maintain and safeguard End User equipment per the requirements 
specified in section 2.2.2 Y 3.2.3, 3.2.3.1 29-33, 30
11.  Verify that all records (e.g., inventory, asset and configuration 
management records) are updated to reflect resolution of Incidents /fulfilled 
Service Requests. Y 3.2.3, 3.2.3.1 29-33, 30
Key Administrative Requirements
12.  The Contractor must establish a detailed protocol for iden ifying 
concerns related to the delivery of Services.  This protocol should include 
designated contacts, resolution intervals, and levels of management to be 
utilized to correct and resolve such matters. Y 3.2.3.2 30
13.  It is expected that all the Incidents hat are directed to the Contractor 
End User Break-Fix Support staff for dispatch will be managed through 
ServiceNow.  Y 3.2.3.2 30
14.  For occasions where voice communications are required, the 
Contractor must provide ITS with a phone number for use 24x7x365 to 
access the Contractor’s maintenance organization for dispatch, 
clarifications, and status updates.  Assigned Contractor Staff must carry 
cellular (mobile) phones, at Contractor’s expense.  Y 3.2.3.2 30
15.  The Contractor must interact directly with the End User or their 
designee to provide documentation, status updates, and resolutions. Y 3.2.3.2 30
2.2.1   Service Site Requirements
The Services required have different service requirements, based on the 
type of site supported. Y 3.2.9 34

Standard Site Support
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Response 
Code 

(Yes/No)

Proposal 
Section/Para Proposal Page # Comments

Bidder's Response 
RFP 

Section Requirement 

16.  Coverage is required for on-site installation and repair services by a 
trained Break-Fix Technician, Monday through Friday, 7:00 AM to 5:00 PM 
ET (NYS Business Hours), excluding NYS holidays.  You may access a list 
of NYS Holidays at 
http://www.cs.ny.gov/attendance leave/2015 legal holidays.cfm. Y

3.2.9 34

17.  The Contractor may be requested for dispatch during off hours.  The 
Contractor must provide an off-hours contact number to be utilized in 
emergency situa ions outside of NYS Business Hours. Y

3.2.9 34

18.  Contractor staff member must respond to he Incident contact person 
by phone or email within 4 hours of receipt of the Incident to acknowledge 
receipt and convey the expected technician arrival time. Y

3.2.9 34

19.  The Break-Fix Technician must be onsite for Incident hat require 
dispatch by the next business day for locations within a 50-mile radius of a 
major city limit.  (Major NYS cities are:  Albany, Syracuse, Rochester, 
Buffalo, NYC, and Long Island.)  Y

3.2.9 34

20.  For other locations, the dispatched Break-Fix Technician must be 
onsite wi hin 2 business days of the dispatch request. Y 3.2.9 34

21.  The response/repair time requirements for Break-Fix Services are 
intended to ensure optimal productivity from installed equipment by 
minimizing downtime.  This is an especially critical factor in locations where 
back-up equipment is not readily available.  Y

3.2.9 34

Priority Site Support
22.  Priority sites must be supported 24 x 7.  Priority sites are listed in 
Appendix I. Y 3.2.9 34

23.  Within such hours of service availability, the Contractor must be on-site 
and must complete the necessary repairs within four (4) clock hours from 
receipt of a call from the service desk requesting Break-Fix Services. Y

3.2.9 34

ITS reserves the right to add or remove sites from the priority off-hours list, 
with 30 calendar days’ advance notice to the Contractor.  The total of 
priority sites will not increase by more than five over the life of the contract 
unless agreed by the Contractor.

Y 3.2.9 34

Secure Site Support

There are strict guidelines for anyone entering a Secure Facility.  For 
example, Contractors need a gate pass, and all support staff will need a 
Department of Corrections and Community Supervision (DOCCS) issued 
note allowing them into a facility with less than 24 hours’ notice and will be 
required to have a security escort at all times inside a Corrections Facility.  
No cell phones, air cards, or “contraband” will be allowed.  Staff are only 
allowed to bring in an ITS-issued laptop if pre-approved. The Contractor will 
be provided with a list of secure sites and any additional applicable security 
requirements. These sites may take additional time to get into and out of.

Y 3.2.9 34

24.  The Contractor will be required to support Secure Sites, such as 
prisons and certain mental health facilities throughout the state on a 24x7 
basis.  Y

3.2.9 34

25.  The Contractor must provide a list of all tools being brought into the 
Corrections Facility. Y 3.2.9 34

Emergency Support
26.  Contractor must provide Emergency On-site Support Services 24x7 for 
the duration of a declared emergency at any ITS designated emergency 
operations centers, including providing End User equipment 
provisioning/configuration and tracking, End User Support, on-site 
maintenance, repair and troubleshooting services.  Y

3.2.9 34
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Response 
Code 

(Yes/No)

Proposal 
Section/Para Proposal Page # Comments

Bidder's Response 
RFP 

Section Requirement 

27.  ITS will provide Contractor twelve (12) hour advance notification, when 
possible.  However, some disasters and emergencies may require 
immediate dispatch of Contractor staff.  Shifts are typically 8 AM to 8 PM 
and 8 PM to 8 AM during the emergency.  Y

3.2.9 34

28.  Contractor staff must utilize the ServiceNow system for progress 
entries, transfers, and ticket closure operations. Y 3.2.9 34

2.2.2    End User Equipment – Requirements
Equipment Storage
29.  The Contractor shall be required to store and install equipment 
purchased, and pre-configured by ITS, as necessary during the term of the 
Contract. Y

3.2.5 32-33

30.  The Contractor must maintain adequate inventory by region to meet the 
SLR’s. Prior to commencement of Services, Contractor is required to 
implement adequate replenishment re-order points, controls and 
procedures that will provide adequate lead time for ITS to procure, image 
and deliver equipment and any ITS and/or State chain-of-custody 
requirements. Y

3.2.5 32-33

31.  The Contractor must take commercially reasonable measures to 
safeguard all New York state property from loss, destruction, or other 
damage before it is delivered into the possession of ITS, and will be liable 
to ITS for the loss, destruction, or damage of any equipment that is 
attributable to Contractor or its staff or subcontractors.  Y

3.2.5 32-33

32.  Contractor, at its sole expense, must safeguard each piece of 
equipment delivered to the Contractor and shall bear he risk of loss thereof 
until the item has been completely installed by the Contractor and accepted 
by the NYS End User in writing. Upon acceptance, the risk of loss shall 
pass to New York State.  Y

3.2.5 32-33

Subject to any applicable limitations set forth in Appendix A, The State 
reserves the right to audit and/or review its assets provided to the 
Contractor to assess the quantity, condition, etc. of those assets.  
Contractor will be informed within a reasonable period of time in advance of 
such audits.  However, the State reserves the right, in its sole discretion, to 
conduct unscheduled, on-site visits if it is deemed to be in the best interests 
of the State.

Y 3.2.5 33 Dell accept this audit requirement but will need to reasses the requirement 
from Dell to enable this. 

Removal of Old Equipment
33.  Contractor shall be solely responsible and liable for the safety and 
security of any ITS equipment removed from a site and for any data 
contained therein, at Contractor’s cost and expense until such equipment is 
returned to ITS in accordance with ITS instructions.   Y

Dell confirms this activity to be considered in solution. However, there 
is no explanation to support this

34.  The Contractor must take commercially reasonable measures to 
safeguard all New York state property from loss, destruction, or other 
damage before it is delivered into the possession of ITS, and will be liable 
to ITS for the loss, destruction, or damage of any Equipment that is 
attributable to Contractor or its staff or subcontractors.  Prior to 
commencement of Services, ITS will provide Contractor with any applicable 
additional processes and procedures for the pickup, handoff, and delivery of
Equipment and any ITS and/or State chain-of-custody requirements.

Y
Dell confirms this activity to be considered in solution. However, there 
is no explanation to support this

Equipment/Asset Inventory Requirements
35.  The Contractor staff must maintain the End User equipment asset 
inventory in ServiceNow for any Break-Fix replacements and returns. Y 3.2.4 30,31
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Response 
Code 

(Yes/No)

Proposal 
Section/Para Proposal Page # Comments

Bidder's Response 
RFP 

Section Requirement 

36.  In addition, the Contractor must provide supporting documentation, 
(e.g. ServiceNow) for Break-Fix Services that includes the following 
information:
• Ticket Number
• Date and Time
• Site ID
• Site Name
• Agency Location Code (if applicable)
• Site Address
• Organization/Agency Name
• Equipment Type (e.g., Desktop, Printer)
• Equipment Model
• Equipment ID
• Serial Number
• IP Address
• Asset Tag Number (if applicable)
• Program Number
• Cost (if applicable)
• PO # (if applicable)
• Status
• User name (if applicable) Y 3.2.4 30,31
2.3          Background Check Requirements
37. Contractor must ensure that all employees that perform services under
this Contract undertake and complete a full New York State Police
fingerprint background investigation process, which will include a federal
criminal justice site security check, as required by ITS or NYS law, rules
and regulations prior to placement at ITS. Any costs associated with the
background checks, including related travel, will be borne by Contractor. Y 3.9.1 44

Dell acknowledges background check requirement given by NYS and 
has considered required effort in startup planning. 

2.4          Training Requirements
2.4.1               NYS Mandated Training
38. Contractor employees that provide services under the Contract must
complete annual NYS mandated training courses. All mandated courses
are available online from he Statewide Learning Management System
(SLMS) using a web browser interface. The courses that are currently
required will take approximately eight (8) hours, in total, to complete and
include:
• Right to Know
• Privacy and Security of Health Information
• Internal Controls
• Cyber Security Information and Security Awareness (separate or
combined training will include content regarding compliance with the
requirements of CJIS)
• Equal Employment Opportunity:  Rights and Responsibilities
• Sexual Harassment in the Workplace
• Prevention of Violence in the Workplace
• Code of Conduct Y 3.8 42
There is no charge to the Contractor for NYS-provided training, 
although the staff hours to attend the training is the responsibility of 
the Contractor. The content and quantity of mandated training 
courses may change over the course of this contract and will be 
communicated by ITS to the Contractor. Y
2.4.2               Additional Training
39. The Contractor will be required to provide its employees wi h training
required to maintain and update proficiency with new technologies and
applica ions throughout the contract term at the Contractor’s expense. Y 3.9 42-48

Startup plan detailes out Dell training methodology in detail and also 
confirms to provide all customized training required

2.5        Startup Period Requirements
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Response 
Code 

(Yes/No)

Proposal 
Section/Para Proposal Page # Comments

Bidder's Response 
RFP 

Section Requirement 

The Startup Period shall be 90 days following the approval by the State
Comptroller. During the Startup Period, the Contractor must:

40.  Present a detailed 90 day Start-Up plan, within the first seven (7) days 
of the Start-up period that supports the smooth and non-disruptive transi ion
of L1 service desk and L2 Break-Fix services from ITS to the Contractor Y 3.9 42-60

41.   Establish and finalize operational procedures and guidelines, in 
working closely with ITS. Examples of items to be addressed include 
establishing call priority levels, call categories, appropriate points of contact 
for all second and third level support for calls outside of Contractors 
responsibility, establish VIP caller list and escalation procedures

Y 3.9 42-60
42.  Develop a consolidated business calendar that provides a window of 
events during a calendar year that would generate more than normal call 
volumes. This may include events such as tax filing season, budget 
season, relocation of staff etc., Y 3.9 42-60
43.  Process for the Contractor to be notified through the ITIL Change 
Management process of infrastructure updates/changes, introduction of 
new software or tools that may impact the call volumes Y 3.9 42-60
44.  Review and suggest updates to initial Knowledge Base articles for all 
standard COTS tools, customized and proprietary based business 
applica ions for level 1 service desk support requirements Y 3.9 42-60
45.  Develop and gain approval on reporting formats, data sources and 
transmission channels to meet the requirements outlined in section 3.1.1 Y 3.9 42-60
46.  Review, refine and finalize the Start-Up Plan.  Bidders must propose 
their initial Start-up plan and schedule as described in Section 6.2.1.3 of 
this RFP. Y 3.9 42-60
47.  Train and acquaint the Contractor service professionals with he tools 
and systems and transition from the current service model to the new 
Contractor provided services including both knowledge transfer and reverse 
knowledge transfer. Y 3.9 42-60
48.  Request and validate required system access and authorization to 
perform the Contractor proposed services Y 3.9 42-60
49.  Validate and finalize baseline for call volumes, document technical 
environments supported, supported business applications etc. Y 3.9 42-60

50.  At the end of the Start-Up Period the Contractor is expected to be fully 
functional on the 91st day following he approval by the State Comptroller 
and begin capturing he performance metrics listed in Section 3. Y 3.9 42-60
51 Reserved
2.6    Stabilization Period Requirements
The Stabilization period shall commence on the 91st day and end on the
180th day following the approval by the State Comptroller. During the
Stabilization period, the Contractor must:
52.  Be fully operational and follow the opera ional procedures and 
guidelines established during the Start-Up period Y 3.9.3 49-56
53.  Collect and report on the performance metrics and SLR’s and provide 
Service Level Compliance information on the Service Level Requirements 
listed in Section 3. The format and other details will be agreed upon during 
the Start-Up period. Y 3.9.3 49-56
54.  Provide service fully compliant with ITIL level 3. Y 3.9.3 49-56
2.7           End User Support Responsibility  
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Code 

(Yes/No)

Proposal 
Section/Para Proposal Page # Comments

Bidder's Response 
RFP 

Section Requirement 

The list below represents some areas that are critical for the initial and
ongoing success for the delivery of End User support services. This list is
not intended to be an all-inclusive list and Contractor must ensure all
Contractors responsibilities are identified during the Start Up period,
which will last 90 days starting on the approval of the contract by the
State Comptroller.

 SECTION 3-  Service Level Requirements, Credits for 
Non–Performance, Earnbacks and Reporting Requirements 
1. The Contractor must meet or exceed the Service Level requirements
(SLRs) outlined in this section. The SLR Credit is measured within a
window of each 12 months beginning with the Steady State. Table 3 –
SLRs includes a list of (A) Service Measures, (B) SLR Measurement (C)
Minimum Service Level per 12-month calendar period (D) Service Level
Credit % of “At Risk” amount. Y

3.1.10, 3.2.6, 
3.2.12, 

22,35, 36
3.1.1 Service Desk Reporting
All reporting requirements will be driven from ServiceNow, which will be the
system of record for all Services delivered by the Service Desk. Summary
and real-time data should also be accessible to ITS for ad-hoc and on-
demand reporting.

2.     The Contractor must provide Service Desk reports on a daily, weekly, 
monthly and annual basis Y

3.1.10, 
3.1.11,3.2.12,3.
2.13 23-25, 35-36

3.     In addition to Incident reports, the Contractor will also provide and 
distribute reports for operational performance metrics from Contractor’s 
ACD system. Y

3.1.10, 
3.1.11,3.2.12,3.
2.13 23-25, 35-36

4.     The Contractor will create and deliver custom reports from the data that 
is available in ServiceNow and other systems under Contractors control and
used to perform the Services set forth here in this document as requested 
by ITS. Y

3.1.10, 
3.1.11,3.2.12,3.
2.13 23-25, 35-36

5.  The Contractor will create and deliver any additional reports requested 
by ITS as agreed upon by Contractor and ITS. Y

3.1.10, 
3.1.11,3.2.12,3.
2.13 23-25, 35-36

3.1.2 Performance Reporting
6.     The Contractor must provide mon hly reports to ITS that describe the 
Contractor’s performance in all the elements of the SLR in the format 
provided in Appendix C.  Y

3.1.10, 
3.1.11,3.2.12,3.
2.13 23-25, 35-36

7.     Contractor agrees to provide written monthly reports to ITS, by the 7th 

calendar day of each mon h, regarding compliance for each SLR 
Measurement as follows:  
• Statistics on Contractor’s monthly actual and projected invoice amounts 
for Service Desk and Break-Fix End User Support Services; and
• Statistics on Contractor’s actual monthly performance;
• Remediation plans for any areas of performance where SLR(s) have not 
been achieved.  
Appendix C will automatically calculate:
• Average Performance 12-month period to date; 
• Sum of actual and projected invoices for reporting period; and
• Sum of Service Level Credits tentatively due to ITS for Service-Level 
Defaults; subject to the maximum “At Risk” Amount.  

Y

3.1.10, 
3.1.11,3.2.12,3.
2.13

23-25, 35-36
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8.     Within fifteen (15) business days after the end of the 12-month period, 
Contractor shall provide a written report to ITS for each SLR Measurement 
as follows:  
• Statistics on Contractor’s monthly actual and projected invoice amounts 
for Service Desk and Break-Fix End User Support Services; and
• Statistics on Contractor’s actual monthly performance;
• The sum of Unrelieved Service Level Credits due to ITS for Service-Level 
Defaults during the 12-month period; subject to the maximum “At Risk” 
Amount; and
•  Remediation plans for any areas of performance where SLR(s) have not 
been achieved. Y

3.1.10, 
3.1.11,3.2.12,3.
2.13

23-25, 35-36
9.     In addition, Service Levels Reports for all service measures must be 
available at least daily. ITS prefers a solution hat provides access to the 
Contractor’s Call Management System for real time and historic reporting, 
with bo h standard and custom report functionalities. Y

3.1.10, 
3.1.11,3.2.12,3.
2.13 23-25, 35-36

3.1.3  Status meetings
Contractor further agrees, at a minimum to:
10.     Meet monthly with ITS to review service level performance and ensure 
that it is consistent with the scope of the requirements, and prepare a report 
of any remedial action required.  Y

3.1.10, 
3.1.11,3.2.12,3.
2.13 23-25, 35-36

11.  Meet quarterly with ITS Management to review service performance 
over past quarter review service trends and reporting measures, review 
action items and resolution, identify opportunities and areas for 
improvements Y

3.1.10, 
3.1.11,3.2.12,3.
2.13 23-25, 35-36
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Attachment 20: Extraneous Terms Template  

In this section, Dell has included Attachment 20, “Extraneous Terms Template.”
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In compliance with RFP §5.29, Extraneous Terms, the Bidder shall identify all 

proposed extraneous terms using the table below in accordance with the 

following instructions:  

 

INSTRUCTIONS: 

 

RFP Page, Section & Paragraph Reference   

 The Bidder must state the RFP page number, section and 

paragraph number for each requirement that the Bidder 

proposes to modify.  The Bidder must insert the nature of the 

proposed change and its impact on the Requirement. 

 

Description of RFP Requirement 

 The Bidder must insert a concise description of the RFP 

requirement the Bidder proposes to modify. 

 

Type of Proposed Modification  

Select a one-word classification of the proposed modification 

from the list in the table below.   

 

Description of Proposed Extraneous Term(s) 

 

Describe the impact of the proposed modification/extraneous 

term. 

 

Impact on RFP Requirement 

 

 Explain whether and how the change would benefit the State.  If 

there is a corresponding impact on the Administrative, 
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Technical, or Cost Proposal(s), that impact should be explained 

with reference(s) to the specific sections that may be affected.   

 









 

  
 

 

Thank you for considering Dell! 



Attachment 17 
Mandatory Eligibility Qualifications 
Qualification No. 2 

Mandatory Eligibility Qualifications No. 2 states: “Have a minimum of seven (7) years of 
experience providing service-desk support services of similar size and scope to ITS requirements as set 
forth in this RFP, to entities of more than 50,000 users within the continental US.” 

Request for Clarification: Relative to the information provided in your proposal, please disclose 
the geographic location(s) of the engagements submitted. 
 
 

At present, Dell provides service desk support services to 8 USA based entities of more than 50,000 
users in the Continental US. We have serviced many of these customers for more than 10 years. Due 
to frequent RFP requests, our customers have asked us to be respectful of their time when requesting 
references and therefore, Dell will be honoring these requests at this time. However, as a condition of an 
award, we would be willing to request a reference from them once an award or down-select is made. 
Please see a brief description below of two such customers who fulfill the requirements in addition to the 
references provided: 
 

● Global services provided to a leading global chemical company since 2008, including service 
desk, field services, and asset management, to more than 55,000 users all in the Continental 
US. 
 

● Global services provided to a leading aeronautics manufacturer since 2003, including service 
desk, PC hardware/software support, and break-fix hardware support to over 170,000 users 
135,000 in the Continental US. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
1. Have a minimum of seven (7) years of experience providing service-desk support services 

of similar size and scope to ITS requirements as set forth in this RFP, to entities of more 
than 50,000 users within the continental US. 

Identify how this requirement has been met, including the information below for each engagement. 
Enter dates in the following format: mm/dd/yyyy.  If the date is through “present”, present shall be date 
of submission.  Add additional tables, as necessary. 

Engagement 1 Description 
Name of Client: Honeywell 
 

Start Date: 2005  End Date:2017 

Contact Person Name: Mike Pemberton 
 

Email Address: 
michael_pemberton@dell.com 

Phone Number: 
512-633-8229 

Size and Scope of Engagement (including: number of sites and users; number and type of staff involved; 
engagement budget) 
 
There are 88,000 seats under management, including: 60,000 seats/300 sites in the Continental US, 20,000 
seats/240 sites in EMEA, and 8,000 seats in India 
 
 

 
Engagement 2 Description 

Name of Client: Tenet Healthcare 
 

Start Date:1990  End Date:2021 

Contact Person Name: Karrie Davenport 
 

Email Address: 
Karrie_Davenport@dell.com 

Phone Number: 
214-326-8259 

Size and Scope of Engagement (including: number of sites and users; number and type of staff involved; 
engagement budget) 
 
There are 100,000 users within the Continental US 
 
 
 
 

 
Engagement 3 Description 

Name of Client: Mount Sinai Health System 
 

Start Date:2011  End Date:2016 (in 
process of renewal until 
2021) 

Contact Person Name Kris Charleston 
 

Email Address: 
Kris_Charleston@dell.com 

Phone Number: 
508-714-6346 

Size and Scope of Engagement (including: number of sites and users; number and type of staff involved; 
engagement budget) 
 
There are 40,000 users in the Continental US from 7 hospitals and 45 ambulatory locations throughout the 
five boroughs of New York City. 
 
 
 
 

 

 
 
 
 
 
 



 
 
Attachment 17 
Mandatory Eligibility Qualifications 
Qualification No. 3 

Mandatory Eligibility Qualifications Qualification No. 3 states: “Have a minimum of three (3) years 
of experience providing services of similar size and scope to ITS requirements as set forth in this RFP to 
Public Sector Entities.” 

Request for Clarification: Request for Clarification: Relative to the information provided in your 
proposal, please disclose the size and scope of the engagements submitted. 

 
 

3. Have a minimum of three (3) years of experience providing services of similar size and 
scope to ITS requirements as set forth in this RFP to Public Sector Entities.  

Identify how this requirement has been met, including the information below for each engagement. 
Enter dates in the following format: mm/dd/yyyy.  If the date is through “present”, present shall be date 
of submission.  Add additional tables, as necessary. 

Engagement 1 Description 
Name of Client: State of Georgia, Georgia 
Technology Authority Agency 
 

Start Date: 2009  End Date:2017 

Contact Person Name: Brian Johnson 
 

Email Address: 
Brian_a_johnson@dell.com 

Phone Number: 
404-353-1400 

Size and Scope of Engagement (including: number of sites and users; number and type of staff involved; 
engagement budget) 
 
Twenty-two (22) State of Georgia Agencies, 36,000+ EUC devices, across approximately 150 sites 
within the State of Georgia  
 
Full suite of managed services – full suite of asset life cycle management, including refresh, imaging, tagging 
End User Computing , Level 2.0 Service Desk;  Multi-Vendor Field Tech Support Services; Integration with 
Multiple Services Integrator (MSI) 3rd party Service Desk; Desktop Engineering Services, Device Distribution, 
Equipment Depot Management;  Special projects including staff augmentation for UNIX and LINUX server 
build and provision;  Provide data encryption for end user computing; Print management services 
 

 
Engagement 2 Description 

Name of Client: New York City Department of 
Education 
 

Start Date: 2009  End Date: 2016 

Contact Person Name: Kevin LeComte 
 

Email Address: 
kevin lecomte@dell.com 

Phone Number: 
978-473-6231 

Size and Scope of Engagement (including: number of sites and users; number and type of staff involved; 
engagement budget) 
 
1,700 schools educating 1.1 million students from Pre-K through Grade 12. The New York City 
Department of Education allocates over $14 million annually for the end-user computing services 
listed below. 
 
End User Support Services – New equipment warehousing, delivery and installation/integration; asset 
disposal/recycling; hardware maintenance (in-warranty and out-of-warranty). A wide variety of technologies 
are employed in this environment, including Apple, Dell, HP, and Lenovo desktop and laptop computers, 
Lexmark printers (networked and standalone), Acer Chromebooks, Microsoft Windows 7.0, Microsoft Office 
2013. 
 



 

Engagement 3 Description 
Name of Client: City of Philadelphia 
 

Start Date: 2008  End Date: 12/2015 (6 
month extension pending) 

Contact Person Name: Christa Morrissey 
 

Email Address: 
Christa morrissey@dell.com 

Phone Number: 
609-367-6158 

Size and Scope of Engagement (including: number of sites and users; number and type of staff involved; 
engagement budget) 
 
Dell services delivered to 58 departments within the city of Philadelphia, which includes a workforce of 
24,000 union and non-union employees. 
 

Scope includes Out of warranty PC/Printer/laptop/peripheral/server  repair services (monthly maintenance 
contracts with departments), T&M hourly repair services, COTS phone support, and staff augmentation 

 

 
 
 
 
 
 
 
 
 

 



Engagement 1 Description 
Name of Client: Henrico County Public Schools 
 

Start Date: 2005 End Date: 2018 

Contact Person Name: Skip Braun 
 

Email Address: 
Richard_Braun@dell.com 
 

Phone Number:  
804-475-7709 

Size and Scope of Engagement (including: number of sites and users; number and type of staff involved; 
engagement budget) 
 
Managing break/fix services for 44,000 devices across Henrico County, Virginia. Currently more than 50 sites 
are being managed with very aggressive SLA’s. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 




